Distance learning in Malaysia has seen phenomenal growth especially in higher education where there are numerous universities offering online courses that have specifically provided access to students who were challenged by space and time constraints. Regardless of the dramatic increase of online courses and student enrollment, there are many indications that online courses are unsuccessful at meeting students' needs and students are dissatisfied with their online course experiences, which brings about a serious concern regarding the dropout rates of online courses. For solving this issue, it is crucial that researchers identify and study the factors that lead to student satisfaction with online courses because course satisfaction is considered to be the largest determinant in reducing dropout in distance learning environment. Hence, the purpose of this study is to investigate the contribution of institutional factors in terms of support including technical support, administrative support, and university support toward course satisfaction among 367 undergraduate distance students in Malaysian research universities. The result of the study revealed that institutional factors were a significantly positive, and strong factor associated with course satisfaction. Further, both direct and indirect effects of institutional factors on course satisfaction were significant, which means the effect of this variable on course satisfaction is partially mediated by perceived learning.
Introduction
In line with the first Malaysian concept, distance-learning programs are offered to all interested Malaysians irrespective of race to enable them acquire quality education at the tertiary level. The availability of this alternative-learning program allows those committed to their work or have family commitments to continue studying without having to leave their existing obligations. However, the increasing use of information technology in education has brought learners and instructors together by eliminating the boundaries of time and space for both sitebased and distance learners (Taha & El-Hajjar, 2012) . This suggests that knowledge was not passively acquired, but rather personally constructed by learners, or co-constructed through Technical support is considered as one of the crucial factors, which is mainly performed by providing support when required by specialized skill personnel on software and hardware related products (Alshammari, Ali, & Rosli, 2016) . Technical support is considered as the assistance received by the learner on the usage of the technological environment (Barbera, Clara, & Linder-Vanberschot, 2013) . Researchers have identified technical support as an important factor that relates to the satisfaction of students. Based on Baleghi-zadeh, Fauzi, Mahmud, & Daud (2017) ' findings, technical support has an important effect on students' experience in accepting or refusing an information system. When users receive practically no assistance while being faced with a challenge or problem, they may imply that operating with the system could be a waste of time and hence possibly quit (Dżega & Pietruszkiewicz, 2012) . However, technical support should be considered mostly as a means to promote student learning (Poon, 2013) . This must be encouraged in order to enhance and ensure the success of a distance-education program. Although, technical support is one of the considerable elements, which encourage and persuade users toward having a certain perception and adoption of technological innovations (Alshammari et al., 2016) . There is limited number of empirical research that investigated its influence on how it impacted on course satisfaction, especially in the context of Malaysia.
Another type of institutional factor is the administrative support. Administrative support is considered as those professional actions executed or endorsed by the building principal or the principal's agent to support counseling programs (O'Connor, 2000) . Administrative support can develop the implementation of a creativity or technology based on the fact that administrators provide services such as learners' registration, security, record keeping, and training as well as technical support (Kee, et al., 2012) . Moses et al; emphasizes that administrators' support plays an important role in influencing the use of technology. It is advised that the administrators who support the use of technology not merely in words, but also in action lead to the acceptation and adoption of the technology as a culture. However, administrative support is considered as those professional actions executed or endorsed by the building principal or the principal's agent to support counseling programs (Connor, 2002) . Thus, the lack of administrator's support will hinder the implementation of a technology (Selim, 2007) .
University support is considered as the tools, methods, facilities, personnel, and services offered by the educational establishment to assist and encourage students in their learning (Libron-Green, 2004) . Romsa (2012) suggests that the university support can play an important role in retaining the students in a distance-learning environment. This is because the university supports influences a student's ways of thinking, methods of problem solving, and interest in life goals. Several studies in organizational science and communicating have strongly argued that university support is a key factor that highly influences various aspects of student's intellectual and emotional outcomes (Gillet et al., 2012; Ohana, 2012; Rutherford et al., 2012) . Studies indicate that while members perceive more support from their universities, they are more likely to be satisfied and less stressed (Cho and Yu, 2015) . Therefore, it is important to Vol. 7, Special Issue -4th International Conference on Educational Research and Practice 2017 ISSN: 2222-6990 220 www.hrmars.com understand the role of university support in the successful teaching-learning experience of distance learning. However, there has been no research study that had examined support of students.
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Based on this literature discussed, it can be implied that there was a general consensus that institutional support has a vast influence on student satisfaction. Hence, universities should work very hard to evolve strategies that can facilitate learning within their distance learning environments (Christiana, 2014) .
Conceptual Framework of the Study and Research Questions
The aim of this study was to investigate the impact of institutional factors (administrative support, university support, and technical support) on perceived learning as a mediator, while satisfaction is the dependent variable. Figure.1 indicates the relationship between the variables of current study.
The result of previous studies illustrated that institutional factor is a crucial construct which affects satisfaction, persistence and retention (Marsh, 2010; Sickler, 2013; Bean, 2008; Christiana, 2014; Curran, 2013; Dixon, 2015) . For example, Rovai & Downey (2010) described the importance of the institution in students' success, especially in their satisfaction with online courses. They announced that: poor faculty development can adversely influence distanceprogram quality, lead to student dissatisfaction and attrition, and adversely affect the school's branding reputation. According to Bhuasiri et al; , providing support, equipment accessibility, and training are important issues for distance-learning acceptance.
Based on information obtained from the review of literature, in order to improve completion rates, the institution would benefit from further exploration of the institutional factors related to student satisfaction. This is because the literature reviewed showed that most barriers to the implementation of distance education are related to institutional issues (Neben, 2014) . Therefore, it can be hypothesized that institutional factors in terms of technical support, administrative support, and university support may have direct influence on course satisfaction. This suggests that if distance learners are provided with sufficient support, they will be satisfied with on-line courses.
Figure1: The proposed model of the study Fig.1 shows perceived learning mediating the influence of the institutional factors (technical, administrator, and university support) on course satisfaction. This suggests that the relationship between perceived learning and satisfaction is well established as a number of researchers have consistently found out that perceived learning is positively related to satisfaction. For example: a study conducted by Arbaugh & Rau (2007) , relates to students' perceived learning and satisfaction with the delivery medium in a distance-learning environment. This study revealed a significant relationship between the two constructs. In other study, satisfaction and learning are used by Frick et al. (2009) as indices for evaluating the overall teaching and learning quality in university courses. They figure out that students' satisfaction and perceived learning were strongly correlated.
Perceived learning was identified as a mediating factor that influences the effect of the different factors on satisfaction and acceptance of on-line courses (Hu & Hui, 2012; Sharma and Chandel, 2014) . Caetano (2007) analyzed the mediating role of perceived learning in the relationship between occupational satisfaction, affective reactions, and utility reactions and perceived training transfer. The population of the study was 185 teachers, which attended a professional training program. They got support from the direct effects of occupational satisfaction on perceived learning and training transfer respectively. They also predicted and got support from the direct effects of affective reactions on perceived learning and training transfer respectively.
Based on the literature reviewed, the theoretical and conceptual framework for the study, the 
Methodology
This study was carried out in Universiti Kebangsaan Malaysia (UKM) and Universiti Putra Malaysia (UPM) respectively; two research universities, which use LMS from local vendors with global standards under the names SalMas and PutraBlast respectively. More so, these two universities own their specific department for distance-learning education. Survey was found to be the most appropriate design in order to achieve the research objectives. Survey design enables researchers to describe, organize, and summarize the observed data and the researcher can also gather information from a given sample of respondents in a relatively convenient manner (Pallant, 2013) . Data were obtained through the administration of wellstructured questionnaires on 303 third and fourth-year distance-learning students respectively using purposive sampling technique. The questionnaire consisted of four sections, the first section solicited demographic information from the respondents. The second section solicited students' responses on the institutional factors, while questions from the third and fourth sections were related to the student's satisfaction and perceived learning respectively. The instrument was tested for reliability using cronbach's alpha value, which yielded a reliable coefficient score of 0.85 for institutional factors, 0.82 and 0.88 for student's satisfaction and perceived learning respectively. The retrieved data were analyzed using simple percentage and structural equation modeling (SEM).
Demographic Characteristics of the Sample
This section gives a brief description of the demographic characteristics of the target population. From 
Exploratory Factor Analysis
In this study, according to the preliminary data analysis using SEM: it was found that many of the items for two scales including course satisfaction and perceived learning were dropped respectively. Therefore, the natural grouping of latent construct using exploratory factor analysis (EFA) prior to confirmatory factor analysis (CFA) was checked by using principal component analysis (PCA) and orthogonal method with varimax rotation. Factor analysis was conducted with all the 18 items that relate to course satisfaction. Three factors with eigenvalues greater than 1 were extracted (Osborne & Costello, 2009; Maroof, 2012) . The results after varimax rotation showed that these three factors explained 64.07 % of the total variance, which were more than 50%. These three factors were labeled as: course planning, course content, and course support respectively. Furthermore, the items of perceived learning were also dropped after the preliminary data analysis using SEM. Thus, to determine whether the collection of goal subscales loaded on separate factors as anticipated, EFA with varimax rotation was performed. Here, three factors with eigenvalues greater than one emerged (Miller et al., 1996) . The results after varimax rotation showed that the three factors explained about 63.88 % of the total variance, which were more than 50%. Three items related to perceived 
Measurement Model
A measurement model represents how the measured indicators joined together to represent constructs (Byrne, 2010) . This sub-model is used to measure construct(s) validity, which includes discriminate and convergent validities (Harrington, 2009) . To assess construct validity, a measurement model uses CFA. In fact, CFA tests whether the items measure the construct (s) of the study (Wang and Wang, 2012) . In this study, to examine the fitness of the measurement model, seven indices were assessed. The results showed the fit measurement model with (196) = 523.39, p=0.002, /DF=2.67, GFI=0.878, AGFI=0.842, CFI=0.906, IFI=0.907, and RMSEA= 0.074 respectively. In addition, the RMSEA was met with a cut-off point of 0.074, which fell between the recommended limits of acceptability.
For Table 3 , the results of CFA for testing the integrated measurement model, including all the research variables confirmed that the measurement model had a good fit. In other words, the goodness-of-fit statistics implied that the model adequately fits the data. To investigate construct validity, convergent and discriminant validities were examined. Convergent validity determines the value of common variance in items of each construct. suggested three ways through which convergent validity is estimated: factor loading, average variance extracted (AVE), and construct reliability (CR) respectively. From the results of this study, it is suggested that all the constructs have convergent validity (Table 5) . (2016) Discriminant validity refers to the extent to which a latent construct is truly distinct from other latent constructs (Hair et al., 2006) . Discriminant validity was assessed by a method, suggested by (2006) , in which the AVE for each construct is compared with the corresponding squared inter-construct correlations (SIC). The AVE estimate is consistently larger than the SIC estimates, which indicates support for discriminant validity of the construct. A construct will have adequate discriminant validity if the square root of AVE exceeds the correlation among the constructs (Fornell & Larcker, 1981; Hair et al., 2006) . Besides, to meet sufficient dissimilarity, Urbach et al; suggested that factor loadings should be equal to or more than 0.70. Based on results in Table 5 , square root of AVE for each variable (bolded numbers on a diagonal) is more than each of the correlation between variables, including instructor immediacy behaviour, perceived learning, course satisfaction, institutional factors and learner character respectively. Therefore, discriminant validity is adequate for the entire model. 
Structural Model
The structural modeling analysis was conducted, which was the second analysis in this study after the measurement model analysis conducted (Awang, 2014) . According to Hair et al. (2014) , structural model is most useful in representing the relationships between exogenous construct (IV) and endogenous construct (DV) and testing direct and indirect effects (Table 6) . In this study, the researcher investigated the influence of institutional factors in term of university support, technical support and administrative support with course satisfaction and perceived learning (Figure 2 and 3) . The results indicated that there was not a significant influence of technical support on perceived learning among the undergraduate's distance students in Malaysian research was not supported in this study. Conversely, administrative 2a universities (0.284), thus H support has significant influence on perceived learning among the undergraduate's distance was supported in this study. 2b students in Malaysian research universities (0.000), thus H Finally, the results revealed that university support has a significant influence on perceived learning among the undergraduate's distance students in Malaysian research universities was supported in this study.
2c
(0.002), thus H 
Mediation Effect of Perceived Learning
This study used perceived learning as a mediator between institutional factors and course satisfaction (Figure 4) . The results revealed that the chi-square was significant (χ 2 (23) = 44.222, p<0.005). The GFI was 0.959, more than the cut off, 0.8. The CFI and IFI were 0.979 and 0.979 respectively, which are more than the cut off, 0.9. The RMSEA was 0.065, less than the threshold of 0.08 and χ 2 /df was 2.768, which is below the threshold of 5.0. Vol. 7, Special Issue -4th International Conference on Educational Research and Practice 2017 ISSN: 2222-6990 229 www.hrmars.com Hence, the result of the model showed a good overall fit because the measures were all within the acceptable limits. According to the result of the path model after mediation (Table 6) , institutional factors show a positive and significant effect on course satisfaction (β=0.164, p=0.015). The overall findings showed that the scores of R² value satisfy the requirement for the 0.10 cut-off value (Quaddus and Hofmeyer, 2007) . This is because R 2 for course satisfaction was 0.505, which means that about 50.5% of course satisfaction can be explained by the suggested model. Bootstrapping method of path analysis was employed to assess the mediation effect of perceived learning. Both direct and indirect effects of institutional factors on course satisfaction were significant, which means the effect of this variable on course satisfaction is partially mediated by perceived learning (Table 8) . Vol. 7, Special Issue -4th International Conference on Educational Research and Practice 2017 ISSN: 2222-6990 230 www.hrmars.com 
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Discussion
Institutional factors in terms of support is the allocation of dedicated services to support and assist students and facilitators throughout the development and use of modules for successful distance learning (Poon, 2013) . This includes preparing and spending resources on communication and interaction to help learners become actively involved in distance-learning program. Hence, in identifying the influence of institutional factors on satisfaction in a distancelearning environment, this study revealed that technical support, administrative support, and university support were a significantly strong positive factor associated with course satisfaction. The finding implies that the respondents paid attention to the institutional factors. This is supported by the works Lee et al. (2011 ), Tickle, Chang, & Kim (2011 , and Kee et al. (2012) who similarly found that institutional support was important factor influencing student satisfaction. In their study, they found out that institutional variables are more important than instructional variables. This recommends that online students who have a high level of support and interaction with their institutions tend to have a higher degree of satisfaction with the online courses.
In this study, the findings revealed that administrative support, and university support had a significant influence towards perceived learning but the influence of technical support on perceived learning was not significant. Theoretically, technical support can lead students to learn more in distance learning environment. When the distance learning students perceived the availability of technical support, their intention to use distance learning will be increase significantly. One possible explanation for this is that, for undergraduate distance learning students, what matters to their learning is not so much the technical support from the institution as a measure of the quality of engagement in learning activities. However, the findings is not supported by other studies such as Ice (2006) , and Sánchez & Hueros (2010) . Further, the results of this study revealed that administartive support has significant influence on perceived learning. This findings coincide with previous studies identifying lack of administartive support as a frequently cited cause of level of perception (Kee et al., 2012; Milman et al., 2015) . Finally, the rsults of the study indicated that university support had significant influence on course satisfaction. It means that students experienced a greater level of learning as a result of university support afforded to them. This finding is consistent with the findings of Lee and Kim (2007) who found a significant relationship between instructor and university support and the implementation success of Internet-based information systems. Vol. 7, Special Issue -4th International Conference on Educational Research and Practice 2017 ISSN: 2222-6990 231 www.hrmars.com However, based on the importance of institutional factors in the distance-learning environment, this study suggested that without adequate institutional factors in terms of support, students are less likely to persist in the distance-learning program even when other options may be available. Therefore, the efficient and real-time support should be provided from the variety of the available fields and locations all across the institution (s).
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Finally, the outcome of this study showed that perceived learning significantly influences course satisfaction. This is in harmony with the findings of Frick et al; (2009) , who used perceived learning and satisfaction as the indices for evaluating the overall teaching and learning quality in the courses offered in colleges. In their findings, they asserted that these two factors were strongly correlated. The result showed that both direct and indirect effects of institutional factors on course satisfaction were significant. This suggests that the effect of institutional factors on course satisfaction is partially mediated by perceived learning. These findings indicated that perceived learning as a partial mediator in the model produces the best model for predicting course satisfaction. Hence, supports the assumption predicting student satisfaction while enrolled for online courses.
Conclusion
The issue of distance-learning activities in Malaysia is very interesting and worthy of being explored due to the fact that a lot of successes are recorded in Malaysia. This suggests that the country may be in a relatively more advantaged position when compared with other Asian countries. Impliedly, a higher level of success would logically be related with a greater probability of student satisfaction with on-line courses, which may translate to better, improved academic performance. In consequence, this study attempted to explain the effect of institutional factors on student satisfaction.
Institutional factors in term of support includes the combined set of student successes, which should precisely assist the students right from the commencement of their academic program up to the end of it. Institutions must have clear, well-planned strategies in order to facilitate optimizing student retention, satisfaction with distance-learning programs. This may likely help to ensure the avoidance of attrition among potential students. However, the result of the study revealed that among three variables of institutional factors, university support was found to affect student satisfaction more than others. Thus, universities should pay more attention to the institutional concerns: insufficient support and identifying overt and covert behaviors, and attitudes that are seen as being disaffection towards these concerns. This type of information is expected to facilitate and enhance the administrative and academic institutions improve on the structural system of distance learning and aspiration towards high-quality teaching and satisfactory learning experiences.
This study has some limitations. First, it investigated course satisfaction among distance learners. Hence, the findings of the study may not be generalizable to face-to-face students. Further, this study was limited to one external variable of institutional factors in terms of
